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摘    要 
 
摘    要 
 
自从Michael Hammer与 James Champy于 1993年共同发表了《公司重





































































When Michael Hammer and James Champy published the book 
“Reengineering the Corporation –A Manifesto for Business Revolution” in 1993, 
they introduced a new management theory for all businesses.  The notion of 
Business Process Reengineering swept all across America and other industrial 
countries and started a trend to revolutionize the whole management field. The 
goal of the “Business Process Reengineering” was to break away from the 
inefficiency of the current management system.  Appealing to corporations to 
begin streamlining their operations by radically redesigning the business process.  
Starting with the  organization structure, business information and business 
culture. Almost 75% western businesses like Ford, GE, AT&T, IBM, Germany 
Telecom and businesses in Asia like Hutchison and NTT accepted this theory and 
began reengineering their businesses in order to improve the core competitiveness.  
China Telecom Group  Fuzhou corporation also begun to test the reengineering 
of their business in 2002.  They were more successful after a year.  
This thesis is based on the popular topic of the management field and 
combining the reengineering practices taught in the book and widely accepted by 
companies. It studies the theory of business process reengineering and the BPR 
test of China Telecom Group Fuzhou corporation. 
In Chapter 1, this thesis mainly introduces the theory of BPR, including the 
background, notion, meaning, implementing method and implementing steps of 
BPR. It indicates the key to reengineering is obliterating, not change at some 
individual process. 














The BPR Study of China Telecom Group Fuzhou Corporation 
telecommunication company, As Chapter 2 discusses, to be a leading company 
around the world, China Telecom should implement BPR. Furthermore, it 
explains what challenge and difficulty is in implementing BPR. 
Chapter 3 is the emphases of this thesis, it analyses the shortage of Fuzhou 
cooperation management before BRP. It discussed in detail the BPR implement in 
Fuzhou cooperation from the following aspects: organization change, marketing 
model change, service model change, performance concept change, building KPI, 
IT supporting and business culture. 
Last but no least, Chapter 4 claims that the BPR test in Fuzhou corporation is 
successful. Though there are some lessons in the BPR test, there are more good 
experiences will be useful for other corporation in China Telecom Group to 
implement the BPR. 
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第一章  引言 
第一章  引言 
第一节 企业流程重组理论出现的背景 
企业流程重组(Business Process Reengineering, 简称BPR)最初于 1990年
由美国前麻省理工学院教授 Michael Hammer在《重组：不是自动化，而是
变革》(“Reengineering Work：Don’t Automate，But Obliterate”)一文中提出















                                                        
① 王云：《BPR业务流程重组：企业获得突破性成长的有效途径》, 2002-7-30 
http://www.e-works.net.cn/comm/ewk_business/myeworks/middleAct.aspx?actionName=viewArticle&objec
t=11471 






























































（2）客户服务  组织对外接触点不只一处，易导致客户的不满意； 




























Hammer 和 Champy 将企业流程重组定义为：是对企业的流程进行根本
性的再思考和彻底性再设计，从而获得在成本、质量、服务和速度等方面业
绩的戏剧性的改善。(“the fundamental rethinking and radical redesign of business 
processes to achieve dramatic improvements in critical, contemporary measures of 














使一个输入经流程变成输出的全过程。(“A process is a set of linked activities 
that take an input and transform it to create an output.”)②组成流程的基本要素包
括：活动、活动之间的连接方式、活动的承担者和完成活动的方式。“企业
                                                        
① Michael Hammer, James Champy. Reengineering the corporation: a manifesto for business revolution. 
Published 1993 by Harper Collins Publishers, P32. 
② H.J.Johansson, P.McHugh, A.J.Pendlebury, W.A.Wheeler. Business Process Reengineering Published 
1993 by John wiley &Sons Ltd., P57. 
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